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I. INTRODUCTION

1. In this Report and Order (Order), we adopt emergency call handling requirements for
Internet-basedtelecommunications relay service (TRS)l providers. These measures will ensure that
personsusing Internet-bas~dforms ofTRS'~ i.e.,Video Relay Service (VRS),2 Internet Protocol (IP)

1 TRS, cre~tedby Title IV of the Americans with Disabilities Act of 1990, enables a person with a hearing or speech
disability to access the nation's te~ephone'systein to communic'ate with voice telephone users through a relay
provider liji'd a Communications ~ssistant (CA).'See Pub. L. No. 101-336, § 401, 104 Stat. 327,366-69 (1990); 47
U.S.C. § 225; 47 'o-:F.R. § 64.601 et seq. (impl~menting regulations).

2 VRS is an Internet-based fonn of TRS that all~ws individuals with hearing or speech disabilities to communicate
using sign language through video equipment. 'The video link allows the CA to view and interpret the VRS user's
(contiilUed....) ,
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Rel:y,3 ~d lP captioned telephone relay s~rvice (lP CTS),4 can prommwti~~:S~e~fg~Ij9~s~:t;"y;t(;l(~S;
pending adoption of a solution that will permit Intemet..based TRS providers to immediately and'
automl:j.tieaHy plaeeA,the outbound leg of an emergency call to an appropriate public safety answering point

(PSM», designated statewide default answering point, or appropriate local emergency authority.S In light
of th~$pJ1l.ef~ur~il3Ie do not renew the waivers of the emergency call handling requirement for VRS and
lP Rcl~a~I~J;'ov:id~/M-'whichwere scheduled to expire after December 31,2007, and we terminate the
waiver for IP CTS pr0-riders.6 To avoid confusion surrounding providers' responsibilities after December
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(Continued from previous page)
signed conversation, and relay the conversation back and forth between the VRS user and the called party. See 47
C.F.R. § 64.601(17); Telecommunications Relqy Services for Individuals with Hearing and Speech Disabilities, CC
Docket No. 98-67, Report and Order and Further Notice of Proposed Rulemaking, '15 FCC Rcd 5140,5152-54,
paras. 21-27 (Mar. 6,2000) (2000 TRS Order).

3 IP Relay permits individuals with hearing ,or speech disabilities to communicate in text messages via a computer
(or other similar device), rather than with a teletypewriter (TTY) and the Public Switched Telephone Network
(BSTN). See Provision ofImproved Telecommunications Relay Services and Speech-to-Speech Services for
Indiv,iduals with Hearing and Speech Disabilities, CC Docket No. 98-67, Declaratory Ruling and Second Further
Notice of Proposed Rulemaking, 17 FCC Red 7779 (Apr. 22, 2002) (IP Relay Declaratory Ruling & Second
FNPRM).

4 Captioned telephone, servic~ is a form of IRS,generally used by someone who ,can speak and who has some
residual hearing. A special telephone displays the text of what the other party is saying, so that the user can
simultaneously listen to what is said over the telephone (to the extent possible) and read captions of what the other
person is saying. See Telecommunications Relqy Services, and Speech-to-Speech Services for Individuals with
Hearing and Speech Disabilities, CC DocketN,p. 98-67, Declaratory Ruling, 18 FCC Rcd 16121 (Aug. 1,2003).
With IP CTS, the connection carrying the captibns between the relay provider and the user is via the Internet, rather
than the PSTN. See Telecommunications Relay, Services and Speech-ta-Speech Services for Individuals with
Hearing and Speech Disabilities; Internet-based Captioned Telephone Service, CG Docket No. 03-123, Declaratory
Ruling, 22 FCC Red 379,383, para. 8 (Jan. 11,2007) (2007IP CTS Declaratory Ruling).

5 The Commission's current emergency call handling requirements for TRS are set forth at section 64.604(a)(4) of
the Commission's rules. See 47 C~F.R. § 64.604(a)(4) (requiring TRS providers to "use a system'for incoming
e~ergencYQa1Is'tl1at, iit.a: minimurp., automatic~y and immediately transf~rs the caller to an appropriate Public
S*ety AJis:w~rirlg·Po'int"). ," '

~~~~J;en~~g.lly,:~lf!~Qm,lJ:'Iun,iaations Relay',Servi~~s and Speech-to-Speech Services for Individualswith Hearing ,
aizri·Speech:J:J.iff!P.iHfJ:~~;:'Q~ ~ock~~No. 98-67"Order, 17 FCC Rcd 157 (Dec. 31, 2001) (2001 VRS WaivliP Order)
(\\iai\1iirtg emerge-ncy c~,l handling requirement for VRS for two years); Telecommunications,Relay Services and
S'j,e,eo'b-ta-Spee'qii Ser:viees jor individuals with Hearing and Speech Disabiliti~s, CC Docket No. 98-67, Order, 18
Fe.,~ RcdI263091(Dec~ '19, 20(3) (ektending VRS waiver through June 30, 2004); Telecommunications Relay
seiAv,ic;f!s a~a Speech-ta-Speech Services for Individuals with Hearing a,n¢,Speech Disabilities, CC Docket Nos. 90­
571 &.98~6:ii'.G(;f DO.GketNo. 03-123, ,Report arid Order, Order on Recotisid~ration, and Further Notice of Proposed
R~letRa,kjpg,' 19~CC ~cd 12475, 12?,20-21, paras. 111-12 (June 30,2004) (2004 TRS Report & Order) (extending
VRS ~aiver through December 31,2005); Telecommunications Relay Services and Speech-to-Speech Services for
Indivi.dua{fr,ifh ,li . _~:&!;n~.Sp:e.r~lfDisqbil#i~~"c:qppc~P'!NQ. 03-1~3, ?rdeI, 21 FCC Red 14554 (Dec. 15, .'
2006) (e, . ,!py~r $io:qgh,D,e,c.empeF 311 'J,@,07M200(J VRS Wazver Order);.IP ,Relay Declaratory Rulmg
& Se~i?W ,; ", .' . ': .CC'Rcd it17~'9:·p'iu:a. gp (w~v.ing 'en:lergency call handling requi~ement for IP Relay for
one yeN);;·'P(!Z!JfJ..mmil.':jiircations Rel'J.y SerVices q,nd-Speech-to'-Speech Services for Individuals with Hearing and
Sp~(iGh Disabilities, CC Docket No. 98-67, Orde,r on Reconsideration, 18 FCC Red. 4761,4766, para. 12, and 4770-
.,1~¥a~cti(.. '''- J~PQ~~,.<rP lj~~ay R~Qonsi(/~rqtion Ortler) .(eX[tlfpding IP Relay ~~v~r,thro~gh De.~ember 31,

..~0-~/I~ ;}~~E)~ if:r.9{C!ra/pty. ~ng, f2.F~G Rcp. at 39~li'j92, ij~~~;3(i) qt1l.,l09 (;y.r~Vll]g f{mergen9yc.~1

, .~;r~'qw~~.~~t 10~ p> 9!t~U~NJ·9f~~c~:~s~0~tb.~.X~t!1rn.et-pas~¢·fo~ms~0!/r~S IS reso}v~d); $ee ge~era{ly ,
'2:: .'S1l;eport-& Oitder, 19 FCC-Rcd at:,1259~~'pllep.clix E (chart:~!JqJ.1l).ar1Zlng VRS and IP Relay waIvers).
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31, 2007, but prior to the effective date of this Order, we conclude that the previous waivers should be
extended so that they terminate contemporaneously with the effective date of this Order. We also amend
our rules to reflect the new requirements prescribed in this Order.? The Commission plans to move
forward on adopting a ten-digit numbering plan in an expeditious manner. Specifically, the Commission
simultaneously with this Order seeks to refresh quickly the record on relay service numbering issues and
then plans to hold a stakeholder workshop immediately thereafter. The Commission commits to
completing a final order on a ten-digit numbering plan in the second quarter of this year. In order to
provide stakeholders sufficient time to implement these rules, the Commission will require that the ten­
digit numbering plan be implemented no l~ter than December 31, 2008.

ll. BACKGROUND

2. Telecommunications Relay Services. TRS enables individuals with hearing or speech
disabilities to access the public 'telephone system to communicate with voice telephone users through a
communications assistant (CA) at a TRS relay center.8 The CA relays conversations between persons
using various types of assistive communication devices and persons who do not require such assistance.
Congress efltablished the TRS program in Tiltle IV of the Americans with Disabilities Act of 1990 (ADA),
which is codified in section 225 of the Communications Act of 1934.9 Section 225 requires common
carriers offering voice telephone service to bffer TRS to persons with hearing and speech disabilities that
is functionally equivalent to voice telephone service.lO When section 225 was first implemented, TRS
c'aIls ,were pla~ed using a text telephone, or TTY, oonnected to the PSTN (i.e., traditional TRS). Since
then, th~Commissibnhas 'recognized other forms of TRS, including Speech-to-Speech (STS), and
captioned telephone service (CTS), as well: as mtemet-based forms of TRS, namely VRS, IP Relay, and
IPCTSY ,

, ,3. Evolutien ofTRS Emergency Call Handling Requirement. Section 64.604 of the
Co:rirrnission' s' ruies sets forth mandatory riliniiNum standards that govern the provisioJ,l of TRS.12 The
initial mandatory niinim'um standards, adoptee(in 1991, included the requirement that CAs "handle

7 The 2007 IP CTS Declaratory Ruling recognized that IP CTS "may be initiated, set up, and provided in numerous
ways," using "y~ious combinations of the PSTN and IP-enabled networks." 2007IP CTS Declaratory Ruling, 22
FCC Rcd at 388, PfU"a. 22. For this reason, we note that the requirements adopted herein shall apply to IP CTS
providers only in circumstances where the call :1S initiated, or can be initiated, by the user contacting the provider via
the Internet. By, contrast, for example, ifIP Cr.S.:were provided in such a way that the user fITst makes a voice
telephone call t<i> the c,alled party, 'and then can elect to contact the provider via the Internet to receive captions, the
requirements set fortb heJleinwould not be applicable. At the same time, a waiver of the emergency call handling
requireI)1ent would notbel necessary. In these circumstances, the user (like voice telephone users) is calling 911
directly using a phone service otheIwise subjeo,tto 911 obligations while the relay provider plays no role in
determining the.;,~ppropriate PSAP to call or calling that PSAP.

8 See 47 U.S.C. § 225(a)(3); see also 47 C.F.R:' § 64.601(14) (defining TRS).

9 Pub. L. No. 101-336, § 401, 104 Stat. 327, 366-69 (1990); 47 U.S.C. § 225.

10 47 U.S.C. § 225(a)(3), (0).

11 Se~ ge~erally Telecommunications Relay Services and Speech-to-Speech Services for Individu~lswith Hearing
and Speecf! Disabilities; CG Docket No. 03-12'3, Further Notice of Proposed Rulemaking, 21 FCC Rcd 8379,8381­
82, para. 3 (July 20,2006) (describing various forms ofTRS); 2007IP CTS Declaratory Ruling, 22 FCC Red at
379, para. 1.

12 See 47 C.F.R. § 64.604.

3



, ,

:; ,\"; ,~

emergency calls like any othet; TRS callS.,,:13 Although the,Commission "strongly encourage[d] ...TRS
users to access emergency 911 services directly" - i.e., through a direct TrY-to-TTY call (text telephone
to text telephone) - the Commission recognized that callers wghtuse tela)' to call 911 and therefore
expressly required TRS providers to handle emergency pa11s}4 , '

4. A person with a hearing or speech disability may call 911 directly with a ITY to contact a
PSAP.15 Such direct TTY-to-TTY calls are not TRS calls because a relay provideris not involved in the
call. Such direct 911 TTY calls are automatically routed to the appropriate PSAP in the same manner as a
911 voice call over the PSlN, i.e., tQrough'a selective router over the Wireline E911 Network,16 and '
provide the PSAP with the same location and callback information as a voice call. By contrast,
emergency calls made via TRS are connected through a CA, who must place a second, or outbound, call
to the appropriate PSAP. Because the use'of TRS (which requires two separate calls) in an emergency
situation represents a less efficient method: of accessihg emergency services, the Commission has
encouraged TRS users to access emerg~ncy services diredtly (by dialing 911 as a text-to-text, TTY-to-
TTY call), rather thanmaking emergency 9alls through aTRS provider. '

5. In 1998, the Corrnnj.ssion sought commel\lt on various changes to the TRS rules (which, at the
time, pertained only to traditional, non-Internet-based TRS services),17 including the rule addressing
access to emergenc!}' services.18

i The CoIDIpissioDnoted th~t despite regulations requiring state and local
governments to make em~rgency services directly accessible to TTY users (for direct TTY-to-TTY calls),
many individu,als with hearing ~d speech disabilities n~vertheless were using TRS to contact emergency
services.19 The Commission e~pressed ~oncern that there wa:s "inconsistency and confusion among the

13 Id. The final rule provided: "CAs shall hand~e emergency calls in the same manner as they handle any other TRS
calls." See Telecommunicatio1J,s Relay Se,rvic(3s,~nd Speech-to-Speech S(3rvices for Individuals with Hearing and
Speech-Disabilit,ies, CGDocj{~t NQ., 90-571, R:e~ort fllld Ord6t ~md ~equest for Co~ents, 6 FCC Rcd 4657, 4669,
Appendix,B (section 64.604(a)(3)) (July 26, 19'91) (FRS i/(~dopting emergency call handling requirements for "
TRS). "

14 TRS 1,6 FCC Rcd at 4659, para. 10 (requiring TRS providers to handle any type of call normally handled by
common carriers, including emergency calls, b~t "strongly encourag[ing]" TRS users to access emergency services
directly).

15t.Uitcl.~~tle IJ"of~l~elkD~f;tip~}\f.smust be capable of direct1Y'J:'ec;~ivingTTY calls. See 28 C.F.R. §' 35.162
(tfx1~te~1ft8Uli~s~'b,.tJat1W:eht<Qf.:j:tisti:G"e'regulitions·implementini'fitl~'n·of the AbA and requiring telephone
eIIl,e~giric~~§~iiloes;'indlu1H!tg'~ri1services;to provide·"'di.'iect 'access to individuals who uS,e [TTYs]").

j t .tftl'l,l "'1";... J ,·:~t;'.d~: ~-;,;~- ~,.. .t.>" '. ,

16,The'~'WJF~lin~IB~ri~t, ~~tW!'lJ..k:' is, defined,ias 1l:"decJicated wireline,:network that (1) is interconnected with but
1'c!&~~y~s~.I)lJIJ:at~~oJll~~~;.~ubli0sWJ.tch,ed,)t¥leJ?h~llemetwork,'(2)·ineludesa selective router, and (3) is utilized to
rdlite1~mel)geno¥"cal1~~~m![l relawt inf0IDuitionltd R&APs, designafed statewide 'default answering points, appropriate
locat,~:m~r.geilc~;~~th0rt~e,sr~~l!ltljer~e.met:gencY':answ,ering.points." ,47 C.F.R. § 9.3. As the Commission has
expl~iJ.eJ.\ ,t&e' ~:el~cti:ve ",o.Ut¢ji recet¥~s,19.1!J. ca1IS'~oni.lthe LRC 'c~ntra1offices over dedicated tnmks, queries the
L~C-maintaine&Selective R!outedDailibase (SRDB) to..determine; the PSAP that serves the caller's geographic area,
and forwards the calltp the designated PSAP al0pg with the qaller'vhon~number (ANI). See IP-Enabled
S,erviaes; E911 Requirementsfor IP-Enabled Service'hovitiJrs, we 'Docket'Nos. 04-36 & 05-196, First Report and
Order and Notice of P£O)jlosed Rulemmn€i.. 20 FqC ,Rod ~@245, J,9.$67, para. 15 (June 3, 2005) (VoIP 911 Order). '

17 Telecommunication,s Services for Hearing-Impaired and Speech Impaired Individuals, CC Docket N~. 98-67,
Notice of Proposed RtlIemaking, 13 FCC Rcd 1,11-187 (May 20, 1998) (1998 TRS NPRM). This NPRM followed a
Notice- oflnqnwy/;' See.-iKelecommuit~'6atlO1iS Rel,ay Services, the Americans with Disabilities Act of1990, and the
Telecomini1ftications Actof1@96~ Q@Bbcket N0. 90-571, Notice of Inquiry, 12 FCC Red 1152 (Jan. 14, 1997).

1b.t, l." ,; ~ ..'~_ .fArtJ tl ,~tJ!." "'Il'~ t,' ',..1· . IJ" ' ~ i ~

18 199,8 TR8 NPJ?M, 13,ECC ~cd &~1!I:4;10~, parasAO-41.
, . " ;

19 Id. at 14203, para.AI.
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states and TRS providers as to how such cans should be handled.,,20 Accordingly, the Commission
sought comment on how TRS providers were handling emergency calls and, more specifically, whether'
TRS providers should be required to pass a caller's automatic number identification (ANI) to an
emergency services operator.21 '

6. In the 2000 TRS Order, the Commission modified the TRS emergency call handling rule in
two respects,22 First, the Commission required providers to direct emergency calls as quickly as possible
to the correct PSAP by matching a caller's phone number with the appropriate PSAP electronically.23
Second, the Commission required CAs to pass along the caller's telephone number to the PSAP orally,
which would allow the PSAP to directly call back the calling party if the relay call became \
disconnected.24

, -7. In 2003, the Commission again addressed the rules governing TRS access to emergency
services.2S The Commission ~larified that TRS providers must route emergency TRS calls to the
appropriate PSAP and requiJred,TRS providers to adjust their databases accordingly.26 On
recQ,Qsiderati0J!l,27 tl;le Commission clarified that the appropriate PSAP is "either a PSAP that the caller,
would hav,e:reached if he had dialed 911 directly, or a PSAP that is capable' of enabling the dispatch of
emergency 'services to the caller in an expeditious manner.,,28

8. Emergency Call Handling Issues for Internet-Based Forms of TRS. Through a series of
orders oetween 2001 and 2007;,the Commission examined the emergency call handling requirement as
applied to Internet.:.based relay services and, in particular, considered the tecbnologicalchallenges
assodiated with determining the geographiq location of TRS calls that originate over the Internet. 29 The
Corr.lmission recognized that because these' services use the Internet, rather than a telephone and the
PSTN, for the link of the call between the calling party and the relay provider, the relay provider does not
receive the ANI of the calling party.30 As a result, there is greater complexity with identifying the caller's

20 0[d. at 14203, para. 4 .

21 ld. at 14203, para. 41.

22 2000 TRS Order, 15 FCC Rcd at 5182-84, paras. 99-102.

23 1d. at 5182, para. 100.

24 1d. at 5183-84, para. 101.

2S Telecommunications Relay Services for Ind/liiduals with Hearing and Speech Disabilities, CC Docket No. 98-67,
CG Docket No. 03-123, Second Report and Orqer, Order on Reconsideration, Notice of Proposed Rulemaking, 18
FCC Rcd 12379, 12406-09, paras. 40-46 (June '17,2003) (2003 TRS Order).

26 ld. at 12406-08, parasAO-42 (xejecting proxh,mty as criterion for determining the appropriate PSAP and defining
it, in light of the,statutory functional equivalency mandate, as the PSAP to. which a direct 911 call would be
delivered over the PSTN). '

27 Verizon and AT&T filed petitions for recons~deration of the 2003 TRS Order, as'serting that, because of cost and
implementation issues, the appropriate PSAP should not be defined as the same PSAP that would have been reached
if the caller had dialed 911 to call the PSAP directly. See 2004 TRS Report & Order, 19 FCC Rcd at 12557, para.
211. I

28 2004 TRS Report & Order, 19 FCC Rcd at 12559, para. 216 (emphasis in original). Because ofjurisdictional
boundaries, the appropriate PSAP is not always the geographically closest PSAP to the calling patty.

29 See supra note 6 (citing orders).

30 See, e.g., 2004 TRS Report & Order, 19 PCeRcd at 12522, para. 117.
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location and determining the appropriate PSAP to call to respond to the emergency.31 Nonetheless, the
Commission has consistently emphasized the importance of access to emergency services fo~ relay ,
users.32 11).e Commission ther~foredeternlined that a temporary waiver was needed to the extent that
these technological challenges hindered providers' ability to "immediately and automatically" place the
outbound leg of an emergency call to an appropriate PSAP, as relluiredb)' the Commission's emergency
call handling rule.33 The temporary waivers of the emergency call hanclling rule for VRS and IP Relay'
were scheduled to expire after,December 31,2007.34 ' ,

9. ,In November 200~, the ComnUssion released the VRS/IP Relay 911 NPRM seeking comment
on possible means by which VR8 and ,IP Relay providers might be able to handle emergency calls so that
the waivers would no longer be necessary.~5 The Commission again recognized that many individuals use
VRS and 1P Relay to contact emergency services, rather than making emergency calls by directly calling
911 through a·TTY agq l!l)~~ditiona1 telep4Gne line.36 The Commission therefore sought comment on ,
what-emergeBcy dall hariclling.rules should apply to VRS and ]P Relay providers, including by what
means these provrder.s.may 'determine the I:l.ppropriate PSAP to contact when they receive an emergency
call.iI? The'problelhto'f identifying the appropriate PSAP, the, Commission noted, stemmed from the fact
that rthe Internet address a-ssdciated wi$. the in60ming call to the relay center does not contain identifying
information re'garmg the caller's location!!with Intemet-basedforms ofTRS, and from the fact that the
caller and rpe"V~.OI; p?Relay!.prpvider cQuid ~~.pn opposite sides of the country.38 The Commission
also '~OU&ptCQ~e&~01?-whether and how ;YR$\jWd IP"Relay providers may identify incoming calls as
emeJfgenr~\9&11~'~I~'~M:suc~c~s ,canpromptly be direct~d to ~ CA without waiting in a queue.

39
Given

thE!~I,FAs IJlay.I%I,9~b~ lrpipe(:hat~JYav~lable" to h~d1e an mcommg VRS or IP Relay call and, as a result,
an emeJ:'t?iyncY.'${a~~,frmayb,e put in a queue,:to await the ne~t available CA, ~he Commission c~nsidered

,i ',... ":", , '>1,/.',' '"

31 Id.; see also IRRelay Declaratory Ruling & $econd FNPRM, 17 FCC Rcd at 7789, para. 30 (recognizing that,
wiU,:i:l~~ 9~jthe falI~ng party, IP Relay prov~der petitioner could not provide PSAP with information regarding
th~0E!11ing;(li>.llntij!S ldcation); and 47 C.F.R. § 64.604(a)(4).

• ~ e, ,

32 See, e.g., TelecommurJ,ications Relay Services and Speech-to-Speech Services for Individuals with H~aring and
Speech Disabilities, 20 FCC Rpd 19476, 19477'; para.! (Nov. 30,2005) (VRS/lP R'elay 911 NPRM) (emphasizing
th~ 'n~ed for a solution providing dp;-ect, automatic access to emergency services via VRS and IP Relay); IP Relay
Decl'&ratory Ru~ing & SecondEN1lt.RM, 17 FCC, Rcd at 7789, para. 30 (urging IP Relay providers to develop a
:~,~? bn~~~~.trer'l~~~~~~~T;~;~ ~foVid; critic~ emergenq~ info~mation to an app~opriate PSAP).

~~~~;~.g~ 2~0'4;VR8~J;Vazvel1rOiTdil,,:,.i 7 Ei'~C R~d'at 162, para. 13 (granting temporary WaIver of emergency caB
'hl!-Pcll~ng requIrement for VRiS prOVIders). "

,34'~..e.J1~,O(i)6»l?RS!Waiver, Grder/r21t'tFCC ~~d 14S54(extendingVRS waiver through December 31, 2007); IP Relay
Reco~~id~fatiori~@r:der" 1:81FCe.:Rad. 47.6lJ!(ex.t~il'dingdP Relay waiver through December 31, 2007); 2007 IP CTS
Decld7AqtoryRuling, 22 FCC Rcd 379, 392, par~. 30 n.lOO (waiving emergency carl handling requirement for IP
CTS 1ilptil:~mergency.,access for the Internet-bas'ed forms of TRS is resolved).
" I"ti \~"~r T•••q.:'O"''':' ;,hr'jl~ .11 , "0- .•0 ,. ....

3l1'~BlJ.p:R~7aY/fNu'il//J!M,,;20~FCC Rcd at.1948'4-88, paras. 19-30 (at this time, the Commission had not yet
recog~zeaiP. C~Si as~a foim~of TR<S). " '

36 :(do at 19480, para. 10.
37 ,i " "

[d. at 19484, p'ara. 17. ,
38 Id,

39'Id. at 19487, para. 26.
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whether and how a CA in this situation could promptly recognize and give priority to the emergency
call.40

10. In the VRSflP Relay 911 NPRM, the Commission also sought comment on whether it should
require the Internet-basedTRS providers to establish aregistered location process, similar to that adopted
in the VolP 911 Order,41 whereby each Internet-based TRS provider would be required to obtain from its
customers, prior to the initiation of service, the physical location from which the particular relay service
will be utilized, so that a CA m~y determine an appropriate PSAP to call to respond in the event of an
emergency.42 Noting that the VoIP 911 Order had further required interconnected VoIP, providers to offer
their consumers a method of updating their "Registered Location,,,43 the Commission sought comment on
how it might ensnre that Internet-based TRS providers have current location information, i.e., that the
Registered Location is the actual location of the user when making an emergency call.44 The Commission
asked, for example, ifusers should be required to affirmatively acknowledge whether they are at their
Registered Location each time they initiat6 a call and, if they are not at their Registered Location, be
prompted or required to provide their present location.45

. 11. In response to the VRSI/P Relay 911 NPRM, six providers, four organizatiol:ls, and one state
public service commission submitted comments.46 Three providers, one PSAP, and four organizations

40 ld. For example, the Commission sought comment on whether equipment can be modified to permit users to
make an emergency call that will be "promptly recognized as such" by VRS and IP Relay providers, so that a VRS
or IP Relay user has the ability to make a call ~at is "the equivalent of a 911 voice'telephone calL" ld.

41 In the VolP 911 Order, the Commission req~ired interconnected VolP providers to obtain "from each customer,
pr~or to the ini~alion of seprice, the physical location at which the service will first]Je utilized." VoIP 911 Order, 20
FCC Rcd at 10271, para. 46 (footnote omitted); see also 47 C.P.R. § 9.5(d)(I) (same).

42 VRSllP Relay 9Il NPRM, 20 FCC Rcd at 19484-87, paras. 19-24 (citing VolP 911 Order, 20 FCC Rcd at 10271,
para. 46) (describing Registered Location process for interconnected VoIP providers).

43 See VolP 911 Order, 20 FCC Rcd at 10271, para. 46 (footnote omitted) ("The most recent location provided to an
interconnected VolP-provider' by acustomer is the 'Registered Location'''). VolP 911 Order, 20 FCC Rcd at 10271,
para. 46 (footnote omitted). .

44 VRSIIP Rel~Yrj)ll NPfPr!, 20 FqC Rcd at 19.485, para. 21 (citing VolP 911 Order, 20 FCC RCd at 10271, p&a. 46
(reqyi~ing providers of i~te.rponne,qtedyolP se~vices that can be utilized from more than one physical location to
provlde th~ir e.~!i uS,ers ','pneor mq!e methods qf uMating information regarding the user's physical location")); see
also 47 C.P.R. § 9.5(d)(2) ("[I]nteiconnected VolP service providers must. .. [p]rovide their end users one or more
methods of updating their Registered Location, including at least one option that requires use only of the CPE
necessary to access the interconnected VoIP service. Any method utilized must allow an end us~r to update the
Registered Location at will and in-a timely mariner"). '

45 VRS/1P Relay 911 NPRM,'ZO PCC Rcd:!lt ~9485, para. 21; cf. VolP 911 Order, 20 FCC Rcd at 10271, para. 46
(any. method utilized by, an iJ1terconnected VoIP provider to update a customer's Registered Location must allow an
end user to do so "at will and in a·tip1ely manner"), 20·FCC Rcd, at 10273, para. 49 (noting that "customers of
portable interconnected VolP services likely WIll need to be instructed on how to register their locations with their
providers, the need to update that information promptly when they relocate, and how to confirm that the registration
is effective").

46 Comments ~ere,filed by CO.lIllll,umcation Ac'6ess Center (CAe) (Feb. 22, 2006); Comri:lUnication Service for the
Deaf, Inc. (CSD) (Feb. 22, 2006); Hamilton;Reiay, Ine. (Hamilton) (Feb. 22, 2006); Sorenson COInmunications, Inc.
(Sorenson) (Feb. 22, 2006); Sprint Nextel Corporation (Sprint Nextel) (Feb. 22, 2006); Verizon (Feb. 22, 2006);
NaticlilalAssoclation"ofthe Deaf (NAn) (Feb. 23~ 2006); New Jersey Division of the Ratepayer Advocate (NJ
Ratepayer}{Fee\'22, 2006)~ RehaThi'TI.tation Engineering Research Center on Telecommunicitions Access (RERC)
(Feb. 22, 2006); and Telecommunications for the Deaf,Inc. (TD!) (Feb. 22, 2006).
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filed reply comments.47 All of the comme:gting providers asserted that they presently do not have the
technological means of automatically obtaining identifiable location information from VRS and IP Relay
callers.48 At that point in time, providers stated that they had been working' on a technological solution
for emergency access through Intemet-bas¢d TRS services, but they required additional time to fmd a
solution.49 Although 'commenters generally opposed Commission adoption ofa Registered Location
process, 'similar to that-adopted in the VolP 911 Order,50 others expressed qualified support fbr it.51

Likewise, a majority of commenters oppos'ed the proposed adoption of a procedure for updating a
customer's Registered Location information that would require Internet-based TRS callers to
acknowledge 'their location at the beginnin'g of every call,52 a minority of comrnenters expressed qualified
support for such a requirement, provided that a user is offered the option to update his or her location at
the start of each call, but then need not do anything if there has been no chap.ge in the caller's previously
registered location.53 "

12. On November 15, 2006, the Commission held an E911 disability access summit (E911
Summit) to discuss advances in E911 calling technology and E911 access for persons with hearing and

47 Reply comments were filed on March 8, 2006 by Hands On Video Relay Services, Inc. (Hands On); Intrado;
National Emergency Number Association (NENA); NJ Ratepayer; Sorenson; TDI and NorCal Center on Deafness;
Texas 9-1-1 Alliance and Texas Commission on State Emergency Communications; and Verizon. See Appendix A
(listing cOJIllI}.enters and reply commenters).

48 See, e.g., Hamilton Comments at 2; Sorenson Comments at 5-6; Sprint Nextel Comments at 2; Verizon Comments
at 2.

49 See, e.g., Sorenson Comments at 4-8; Verizo~ Comments at 2. We also note that the 2007 waiver reports filed by'
VRS and IP Relay providers state that presently it is not technologically feasible to automatically route emergency
calls to an appropriate PSAP,. See generally 2004 TRS Report & Order, 19 FCC Rcd at 12520-22, par~s. 111, 116­
18 (conditioning waivers of the TRS mandatory minimum standards on the filing of annual reports addressing
waived standards).

50 See, e.g., CA¢ Comments ~t 6, ''I5 (opposing,:u.s~r ~egistration to the extent that, unlike VoIP customers who are
assigned telephone numbers, there is no unique'~mimerical identifier by which to identify TRS users and relate the
identifier to a physical address; E911 functions~when calls are made over the PSTN because the location of every
teleph.oI).e inumber is registered odmown, ilot,be9~~s~·everyusedsregistered); Verizon Reply Comments at 2
(pPP@'~ing user 1l~gistJ1ati0I1! inasm~Gl!t a,s Inielrne1;!;;~-a~.etf !£?~S l:lSerS db fiot have billing or contractual relationships
with the' users diHheiJp·sellViGesthaVwould :enable I~heti:i:ifl!i' ge:tJ.~ra~; -administer, track or verify registered locations
for these :users). ' I,'

I ~ , " • • ,51 I ; I , ~ '.n •. ' ~. ,

~ee~.~:g:~)I~,1toJ;1 Ce~y~~~ .~}(~ul?J!lpr,tirl~ ~J~~.hfPgi,~~~tio~-s~stem o~y if struc~eda~ a u~form .
regIstFation system that IS aVaI,lable to all re1ay prpvIlilers, rather fu~ l}~ a provIder-specIfic regIstration system);
NM Comments at 7 (supporting registration only if voluntary for users and if implememed as a centralized, shared
dat&b'ase's¥stemmanagecillby a.noJ;1~relay ptoviclerentity); CSlD COlnmetits at 5 (same); Hands On Reply Comments
abtZ-:3' {sullportirrg registJ;awoh -only-if voluntary::and im'implemented in connection with the assignment of ten-digit
telephone numbers:.fi:onta,centralfdatabase 'thaqs adinirtistered by ail independent thitd party).
52 .1' l~"; l' " -, . : !' •

c~@ C,o~y.~ts) flt;,?, ((f.~.syr~ng :Q1aLbecause hearipg 9~lers do not have· to affirmatively acknowle?ge that they ,
are at a speCIfic location each time tthey-make (0all, nelay users should not have to do so either); Venzon Comments
at 7-9 (opposing registration requiJ;ement,generaHy and specifically opposing requirement to update Registered
Location of IP: :Q~la)" .us~Jlsl,given mobile &tute.,.0fthets6fvictO: eAC·Commeilts ·at·9 (asserting that it would be
impraotioal to require rehiy oallers-to identify their'lboatlCiin:at ifue'beginiiin,g of every call).
53 " , : .'~ :.r t 'r i:.' ~<' ... -.. ':', ~. i.. I .~, ','1:' ,I) .; • - J. • •

s,:e~~fg.,G~ (..~: 'Iv~h~f~t~l1&l'on.be~a.lf..~~~~~d$i,9J;l~<M9.~..?,200,7-)'\Erelay cus.to~er.should ~e g~ven the
,oP.~(}1f: ~;9.~pli" .~ ,10p~Y.pl1{ltt ~e_~,tart of.ea\-(~i~iiJJ,('b~t1~h04~(lpot hav~ -10 Jje~subx:mt this mformation If there
has been no ch 11 e '9alIet's 'Rrevl1oti~ly Ie&,1ster~d.I~oc.~tion). " '
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speech disabilities, including via VRS and WRelay.54 During the E911 Sunn,nit, fut~met-based TRS
providers noted that technology had not yet'been developed to allow them to unmedlately place the
outbound leg of an futemet-based TRS emergency call to the appropriate PSAP.

55
They also explained

the interim methods being used to handle emergency VRS and IP Relay calls, even though this
requirement is waived. These methods in~lude ensuring that incoming emergenc~'lRS'andJP Re\a~

calls are given priority call handling, using two CAs during an emergency call to ensure that location and
other necessary information is gathered from the VRS and IP Relay user,56 and using a :t:lational database
to locate the appropriate PSAP to cal1.57 Gonsumer groups reported that users are incre~singly moving
a:way from using TTYs and thE!-t futemet-base.d relay services are now wide~y used in the deaf
community.58 ,', ,

ill. DISCUSSION

13. Upon the e.ffective date of this Order, the waiver relief the Commission preyiously granted to
futerIiet-b~sed TR.~: providers \ypl expire. 'Accprdingly, VRS, IP Relay, and IP CTS59 providers will be
requiredjq'accy.p't eIJ;lergency calls and to deliver them to an appropriate PSAP, designated statewide
defaJ;llt answering pomt, or appropriate 10c'aJ, emergency authority that corresponds to the caller's location,
and to make th¢ outbound call to that entit~.60 Pending adoption of a Registered Location requirement,

54 FCC Releases1AgendaforNovember 15 E9-1-1 Disability Access Summit, News Release (Nov. 13,2006).

55 See E9-1-1 V.'isability Access Summit (72 Fe1. Reg. 11789-01, Mar. 14, 2007).

56 In other word~, in ~ddition,to the CA handling the relay call, a second CA would assist in relaying the call to
ensure that they correctly understood information such as the location of the calling party and the nature of the
emeilgency. ' ~

51 CSD Comme~ts, E9-1-1 Disability Access Summit, Provider Panel, Nov. 15, 2006. In other words, if the VRS
caller is able to do so, the caller provides the CA with his or her location, the CA determines the appropriate PSAP
fcii:"ifuat location ttrrough a national database, an:d the CA then makes the outbound call to the PASP. Sorenson
Comments, E9-1-1 Dis9tbility Access Summit, Provider Panel; see generally 72 Fed. Reg. 11789-01.

J " ,1," f :

58~Seet.,e.g., Noif!al Center' on Deafnes's Comments, E9-1-1 Disability Access Summit, Consumer Panel; see
generally 72 Fed. Reg. 11789-01.

59"J!he 2007IP CTS Jj)eclaratory Ruling recognized that IP CTS "may be initiated, set up, and provided in numerous
ways,!' using "variou~ comMilatiohs of the PSTN'and 'IP-enabled networks." 2007IP CTS Declaratory Ruling, 22
FCC ~cd,at 388, para. 22. For this, reason, we nQte that th~ requirements adopted herein &hall apply to IP CTS
prov~ders. o'nlyiri 'circlh.nstanc~s where the, call is initiated, or can be initiated, by the user contacting the provider via
the Internet.' By contrasf, for example, if IP CTS were provided in such a way that the user first makes a voice
telebh6n~ pall to the' c~l~~d partY., ahd then can elect to .~ontact the provider via the Internet to receive captions, the
requirements set'f6~tli herein would not be applicable. At the same time, a waiver of tl,le emergency calJ-handling
requirement wQiiJl;l riot.be necessary. In these Circumstances, the user (Ii~e voice telephone users) is calling 911
directly qsing a phone' seivic,e otherwise subject to 911 obligations while the relay provider plays no role in
deterniining the 'appropriate PSAP to call or calling that PSAP., "

60: The. TRS emergency call handlingTule tequkes providers to make the outbound emergency call to an "appropriate
PSAP," whieh the rules define as elthet a i?S~'that the caller would have reached if he had dialed 911 directly, or a
PSAP1thati's'capable df enabling tli'e',dispatch of emergency services to the caller in an expeditious manner." See 47
e.F.R. § 64.604(a)(4); 2004 TRS Report and O~der, 19 FCC Red at 12559, para. 216. The Commission's TRS rules
define "P8,fi\P" as "a facility that has beel;l des~gnated to receive 911 calls and route them to emergency services
personnel as provided in 47 C.F.R.;.§ ~4.3bOO(c)." See47 C.F,.R. § 64.601(11). In order to conform the emergency
cal~ h.andli~g requiremep.ts ~s..appl~~d to Interne,t,based'TRS providers, to the VoIP rules and the obligations placed
on tel'e.coniihunication~,cl;UTiers gep;'~rally, however, we require Internet-based TRS providers to make the outbound
emer~ency call to "an appi:6p'riate PSAP, designated statewide default answering point, or appropriate local
emergency authority." See VoIP 911 Order, 20'FCC Red at 10269-70, para. 42; 47 C.F.R. § 64.3001. We note that
(continued....)
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which will be announced in a forthcoming ,~ommission ordeF, providers will be required to request, at the
beginning of an emergency call"the caHer':~ name ,and location~information.61 At that time, we will
require providers to use a Registered Location prQcess to det~rOiline the name and location of the caller. '
Once this requirement takes effect, it should,@bviate the need for providers to request a caller~s name and
location information upon receiving an emerg~ncy call via an Internet-based relay service.62 ,

14. The Commission recognizes that an emergency call made via an Internet-based fOrIn of TRS,
rather than by directly calling 911 (as a PSTN-based, TTY-to-TTY call), presents a unique challenge
because the call is connected through a CA, rather than routed directly and automatically to the
appropriate PSAP, designated statewide default answering point, or appropriate local emergency authority
over the Wireline E911 Network. When an emergency call is made through TRS, the CA must make a
separate outbound voice telephone call to the appropriate PSAP, designated statewide default answering
point, ,or appropriate local emergency ~uthority. The CA, therefore, must have a means of determining
both (1) where the relay caller IS physically located, and (2) an appropriate P8AP, designated statewide
default answe'thlg point, or appropriate local emergency authority 'that corresponds to that geographic
location so the CA can make the outbouria:,telephone call to that entity. With traditional TRS (PSTN­
based TTY-to-TTY call),'callback information is generally transmitted with the inbound leg of the call
from the'dalling party to the CA, and the CA then provides the caller's callback and location information
in the course of the outbound leg of the cali to the PSAP.63 Because Internet-based TRS calls do not
originate 0n the PSTN, the CA generally must rely on location information that the caller provides.
Without this information, Interne~-based TRS, providers cann0t reliably route the outbound leg of an
emergency call to an appropriate PSAP"designated statewid~ default answering point, or appropriate
local emergeIiey authority; and the timely dispatch of critical emergency services may not occur.

15. In this Order we take action to,:ensure that users of the Internet-based forms of TRS can better
rely on these services to make emergency q,alls. We recognize that the procedures detailed below do not

" '

(Continued frompreviouHage), ", , ,
in the VR81lP Relay 911'NPRM'tJ:i'e Comm:issiort sought comment generally on ways in which the requirements or
the VoIP 91! ,Qrderm~~,beJ~J.i)pli~~.toVRS.andIP rela,y to ensure acc;ess to emergency services. VRSIIP Relay 911
NPRM, 20 FCC Red at 19487, para. 24.. We amend our rules to reflect this change. See Appendix B, infra.

61 ~n;~e ,~Y~1.1t t!1at a,~~I~Y c~1er is. jJ}ca?a.qitat~~ .q~, is, 9.ther:Wi~e unable qr unwilling ~o provide ~s informati~n, the
prp~ld~~,ll~9-ulq, use b,est"effQrts to ''il~.~flln ~oaation,,'plforllJ.ation fori the:yaller, as descnbe,d further In note 65, mfra.

62 We note ili~t't1:le Co~ssion will adopt a systenIfor~as~ignihg Ix)ternet-based TRS users ten-digit t~iephone
nu1mtJers ').inke~t0 th\;-N~rth AnlericanNutiib)ering:PI,an (NANP):: 'r!i:that;end, the Commission's Consjlmer and
Governmental AffailiS1'Brlr1~u is reil:!~siQ'g, 'cont~mpbiane6usly 'w,th this Order, a public notice inviting interested
palifi~s' to refr¥sbi!uJ,e tec'6r(rHi'resp~n:~~% the FNl?RMrn the li'iteroperabUity Declaratory iiuling and Further
Noti'G'b\: Se~ cofts~mlr l:f?GQf~rnm~J1t~t4ffatr$,:B~reau Seeks to Refresh Reco'rd on Assigning Internet :Protocol
(IPN3.ased' TeleGfjmirt.ttfjic~"tf.t/rfts 'J?~liiy Seifllcf! (TRS)' rIsers Ten-Digit Telephone Numbers Linked to North
Amencan;Nurhberln:g.!PZan(NANP)" and Rklated Issifes{CG DocketNo. 03-123, Public Notice, DA 08-607 (reI.
Mar. 19; 2008) (2008 Numbering PN); see also'Telecorninunicattens Relay Services and Speech-to-Speech Services
fo[Ip.4ivi~ua~s wirh'!lf!aril/...g:<t;lnd Spf!ech I!i~p:kiltties, CG DQ9lWt 03-12p., Declaratory Ruling and Further Notice of
p.~Q~P&~d'Rulem.aking,-~~ Fe~ Rc~ 5442154~!,)~,9?s, Pall!!s. 44~57 (May~, 2006) (Interoperability Declaratory
RU:/ihg"and Further. Notice) (seekil}g qomroent 91?-1PstaPJ;'s~ent of global 4atabase of pIOXy telephone numbers for
':~S .qsers).

63 In general, when a CA receives ~ errr~rgen:cy ,o~ll fi;~m, the ITY c~r¢r, the CA will use the caller's callback
info~~~~0.~.0,r ~ t'Ojque~~ ,~~~.~~l~~ pro~ider' s"'P:S~_~d,~t~b~s~: J T~~,f~AP database will then provide the
te~el'~op.~n'U~b~~ of~.~~~r!'-!?f~~t1f?S~t!9t .tp:ept$ to, c~'1I. 'WH~':l" tJ?e CA ~alls the PSAP, the CA passes the ANI
to'~~l;>S<~hvhi'qh' th"e P~~lo'~~'se tb fcfehtit'y~th~\:mS u.ser's location. See generall~ 2003 TRS Order, 18 FCC

.Rc~ a~ 124q7~0"P,aV~s. '41~42: , .":., ;.; -, , oJI' . I

,'~I , ~" . , .j" ' , 1 ' , ,
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represent a complete solution, however, we do not believe that the continued waiver of the emergency call
handling requirement can be justified when balanced against the obvious public safety benefits derived
from ensuring reliable 911 access. Moreover, to the extent that the record reflects that significant
numbers of persons with hearing disabilities are abandoningTrY eCluillment and instead are usingthe
Internet-based forms ofTRS, it is incumbent on us to act now to ensure that individuals who may be unable
to call 911 directly (as a TTY-to-TTY call), have a rellable means of accessing emergency services via
illtemet-based lRS.64

A. Emergency Call Handling Requirements for Internet-Based TRS Providers

16. ill light of the present imperative to provide illtemet-based TRS users a reliable means of
accessing emergency services, we conclude that the waivers of the emergency call handling requirement
for VRS, IP Relay, and IP CTS should terminate contemporaneously with the effective date of this Order.
ill addition, at that time (i.e., effective 30 days after publication of this Order in the Federal Register), we
require VRS, IP Relay, and IP CTS providers to accept and handle emergency calls and to access, either
directly or via a third party, a commercially available database that will allow the provider to determine
an appropriate PSAP, designated statewide default answering point, or appropriate local emergency
authority that corresponds to the caller's location, and to relay the call to that entity. Further, providers
will be required to: (1) implement a system that ensures that providers answer an incoming emergency
call before other non-emergency calls (i.e., prioritize emergency calls and move them to the top of the
queue); (2) request, at the beginning of every emergency call, the caller's name and location
information;65 (3) deliver to the PSAP, designated statewide default answering point, or ,appropriate local
emergency authority, at the outset of the outbound leg of the call, at a minimum, the name of the relay
user and location of the emergency, as well as the name of the relay provider, the CA's callback number,
and the CA's identification number, thereby enabling the PSAP, designated statewide default answering
point, or approfriate local emergency authority to re-establish contact with the CA in the event the call is
disconnected;6 and (4) in the event one or both legs of the call are disconnected (i.e., ~ither the call
between the TRS user and the CA, or the outbound voice telephone call between the cA and the PSAP,
designated statewide default answering point, or appropriate local emergency authority), immediately re­
establish contact with the TRS user and/or'the appropriate PSAP, designated statewide default answering

64 See, e.g., Hands On Reply Comments at 1-2;'RERC Comments at 2-3; Sprint Nextel Comments at 2-3, n. 3; CSD
Comments at 2; see also E9-1-1 Disability Access Summit, Meeting Transcript, Consumer Panel; see generally 72
Fed. Reg. 11790 (Nov. 15,2006) (summadzingE9-1-1 Disability Access Summit).

. '

65 In time, this requirement will be superseded by the Registered Location process,'discussed below. In the event
that a relay caller is incapacitated or is otherwise unable or unwilling to provide this information, the provider
should use best effbrts to obtain it, includiilg providing to an appropriate PSAP, desigilated state~ide answering
point, or appropriate local emergency authority; any ~ocation information that a customer may have on file with the
provider in connection with his or her "custom~r profile." We note that some (but not all) TRS'consumers file
customer profiles detailing the cusiomer's preferences with respect to particular aspects of a provider's relay service
(e.g., designating a preferenceregaF'ding the gender of the CA who relays the customer's TRS calls). To the extent
that the customer profile includes location info~mation, this information may assist a CA in identifying an
appropriate PSAP, desighated state.Wide answe1;ing point, or appropriate local emergency authority. We emphasize
that a provider must Use best 'effortS to handle'iln emergency call and place the outbound leg of such a call, even if
the calling p~ty'refuses to provide his or her identity. '

66 On an interim basis, this requirement permits VRS, IP Relay, and IP CTS providers to r~ute 911 calls to PSAPs'
ten-digit administrative lines. Upon the effectiVe date of the forthcoming Registered Location requirement
discussed in Section m.B, infra, however, all Internet-based TRS calls must be routed through the Wireline E911
Network. See VoIP 9P1' Order, 20 FCC Red at:10270 para. 42 & n.142 (requiring interconnected VoIP providers to
transmit 9111 calls td the appropriate PSAPvia the Wireline E911 Network).

11
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point, or appropriate local emergency authority and resume handling the call, when fea~ible.67 Based on
the record in this proceeding, which reflects that some providers have already implemented some of these
measures, we believe it is reasonable for all providers to comply with these requirements by the effective

date of this Order.68 We amend our roles to reflect these new requirements.69
:

17. We recognize that there are different ways by wpj.ch providers may ensure that emergency
calls receive priority handling and are not put in a queue with all incoming calls to wait for an available
CA to handle the call. Some providers note, for example, that they would use a separate IP access address
dedicated for emergency calls only.70 We lio not mandate a specific means by which providers must give
priority to, and answer, emergency calls, so long. as such calls, are handled in accordance with the
requirements set forth above.71

, Because of the importance of emergency call handling, we e~pect that
providers will ensure adequate staffmg of emergency call handling processes so,that CAs are not required
to disconnect non-emergency calls in order to process emergency calls.

18. Based on the record before us,it appears that some Internet-based TRS providers presently
accept and handle emergency cans made via. VRS or IP Relay by asking the caller for location and other
essential information necessary to identifYf and make the outbound call to, an appropriate PSAP.72 In thIs

,

67 We recognize that, in. some instances, the CA may not be able to call back a TRS eustomer using one of the
Internet-based forms of TRS because the CA ~il1 not know the current IP address of the relay customer. We urge
Internet-based TRS providers to give their customers the option, of providing an alternative method of re­
establishing contact with the caller tp facilitate 'a callback in the event that an emergency call is disconnected. We
also note that, in this context, providers ar~ expressly permitted to contact consumers directly, notwithstanding any
proh,ibitions reg~ding contacts with consu1J1ers ~s described in other Commission orders. See, e.g.,
Telecommunications, Relay Services and SJ?eec~-to-Speech Services for Individuals with Hearing and Speech
D#abilities, CG Docket No. 03-123, Report an~ Order and Declaratory Ruling, 22 FCC Rcd 20140, 20176, para. 95
(Nov: 19, 2007)' (p~adng restrictions on use of consumer or call database information to contact TRS users).

68 We affirm that pr0~idyrs' costs of c01.Uplianc~with this Order are c~mpensable from the Interstate TRS Fund as,
part of providing TRS,service in cqmpliance with the mandatory minimum standards. We remind providers"
how~ver, that costs are not recoverable for medting waived mandatpry minimum standards. See, e.g.,
Telecommunications Relay Services and Speec~-to-Speech Services for Individuals with Hearing and Speech
Disabilities, CG Docket No. 03-123, Order on Reconsideration, 21 FCC Rcd 8050, 8057, para. 15 (July 12,2006)
(2006 TRS Order on Reconsideration). '
69, ' . " ,., ..r

See mfra Apg~ncijx:;8.

"
70 CSD C0mments at 15 (noting th~t the caller in~ydial "VRS Company91l.tv" for an emergency call); CAC
Comments at 111.

71 ~h,~ ~~inmi?wp.~~,c~J~~.ff"®~qove~nm~~~a\Affairs Bure~u p~~ preY~ously advised :mS providers.of their
OQlW~~~~l'~?:h~p!1t~Pc~G~~~.¥g~all~J.Ii,the o~de~,1n which tAe~ are recer~e~. See FCC Clarifies that Certazn .TRS
.Mqrk~~nfg an'rbCall ,H'a.I1'tllmg f.ra'qtices ~fe Im]?,,1!9pe..r, CC Docket No. 98-67, CG Docket No. 03-123,.Pubhc

. NO,H6e, ZO'-iFCdRcd 1471, 1413 (1'..eI. Jan, :26, 2(05)::',1:he ,Bureau issued this advisory in response to complaints that
cefl~~ T~§~?r~\1Jddr~;wbrr ~~~~c~~t~ p~P?1i.ng ,no~,:e~ergep.cy ~allsp~a~ed by.RFeferred cust.omers ahead of no?­
emen~enC}y~aii~~~c;:~,~..bY(bt?er., '~0f,i?r~~¥r~:cust~mers., ~n that con~ext, the B~eaudete~m1ned that the selecti~e
han~ling Q~,mco~nm;gj~a;~ls 1-~~In;tVXq!?~t'aIJ.d lnC?nSIstr~t Wl~ the.notion offuncti~nal equf~alency. I~. We clarIfy
here ~at'~he oq1i~a~on to ;h~m.le I~fo~ng calls In the o~dyr m which.t1}.ey are receIved applies t~ non~.~me~gency
calls only ,and that, under the can lianclling rules we adopt today, prOVIders are under an affirmative obhgation to
ensure that emergency calls receive priority hai}dling.

72 S~e,' e.g!" Son;~nson,Conim~mts,ai ?i.~printNexiel Comme,llts at 2-3, n. 3; Verizon Comm((nts a.t 2. As noted
above, in th~ e~erit . VLYi$~1tdr tl~.;i~~p,.~~i~l~d o;u is ,9rth.eJ'v,;se ~.n~ble to provide this ipformation, the provider
shP?ldiu~~~.es~ r'~~~:tm~l1ei;;~J99.~~~1i.in~0~atiQ~,!\nc~udingproYidin~ to .ap. apprQpria.te PSAP:
d&si'g~ated state ·It a;nswetmg p~mt, q~a.pJ:1>fqpfIat~local emergency 'authonty, ap,y location mf0rmation .
that a oustQmer~.may have on file viilth the:provi(:fer In connecti~n with his or her "custbmer profile." .
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regard, several VRS providers assert that as long as the providers obtain the location information from the
calling party, they can route the call to an appropriate PSAP based upon PSAP databases that are
commerciallyavailable.73

19. In conjunction with the requirement that a CA request, at the beginning of an,emergency call,
the name and location information of the relay user placing the call, we permit a CA to memorialize the
caller's name and location information in writing for the purposes of communicating this information to
an appropriate PSAP, designated statewide default answering point, or appropriate local emergency
authority, and facilitating access to emergency services.74 We also permit a CA to retain such informat~on
after the' call, where necessary to faciJ.,itate ~e dispatch of emergency services or for other emergency
(e.g., where a relay caller becomes incapa~itatedwhile placing a relay call) or law.enforcement purposes.
We note that section 225(d)(1)(F) of the Act and section 64.604(a)(2) of the Commission's TRS rules
generally prohibit a CA from keeping records of the "content" of a relay conversation beyond the duration
of a call?5 With respect to these provisions, we conclude that the "content" of a relayed conversation
reasonably does not include basic identifyipg information, such as the name and present location of an
emergency TRS caller. Consistent with this interpretation, we permit a CA to memori8J.ize in writing, and
retain records pertaining to, the name and ~9cationof a consumer who places an emergellcy call via an
Internet-based TRS provider. We remind providers, however, that even this information may be made
available only to emergency call handlers, :and emergency response or law enforcement personnel solely
for the purpose of ascertaining a customer'S location in an emergency situation or for other emergency or
law enforcement purposes.'

20. Finally, we note that at least two Internet-based TRS providers have requested that the
Commission exempt these providers from liability resulting from their handling of emergency TRS calls
to the same extent Congress has insulated wireline and wireless carriers from liability in connection with
those carriers' handling of emergency 911 ,flIld E911 calls.76 As the Commission stated in the
interconpected VoW con~ext, before we would consider taking any action to preempt liability under state
law, the Commission would need to demoI\strate that limiting liability is "essential to achieving the goals
of the Act.'.77 To our knowledge, no commenter contends here that such action is "essential" to achieving
the goals of the Act. Nor has any commenter identified a source of authority for providing liability
protection to Internet-based TRS providers~ For the reasons we denied requests to ,limit the liability of
interconnected VoIP~providersin the VoIP:911 Order, we similarly decline to limit the liability of
Internet-based TRS providers in connection with their handling of emergency TRS calls;78 Although

73 See, e.g., CSD Comments at 12-13; Sorenso~ Comments at 5-6 ("Once Sorenson completes the necessary
training, its video interpreters will beable to ariswer emergency VRS calls, confirm the caller's address, match the
caller's address with the'appropl'iatePSAP; co~nect the'caller to the PSAP and relay the conversation between the
deaf caller-and 'the PSAP.").!· , .:

74 We note that at least one provider currently eplploys a second CA to write down essential information so that if
the call is'disconnected, that information can be used to facilitate the dispatch of emergency services. CSD
Comments, E9-1-1 Disability Acce'.ss"Summit, Provider Panel, Nov. 15,2006.

75 See 47~~.S.C. § 22'S(d)(I)(F) (i~structing th~,Commission to p~escribe regulations prohibiting relay operators
from keeping records of the content of any conversation beyond the duration of the call); 47 C.F.R. § 64.604(a)(2)(i)
(prohibiting relay operators from keeping recor~s of the content of any conversation beyond the duration of the call).

76 V~rizon Reply Comment& at 6; H.amilton Co~ents at 4-5.

77 VoIP 911 Order, 20 FCC Rcd at 10275, para: 54 (footnote omitted).

78 Id~<nQtingth~t Congn~ss ~ad enacted no liability protection for interconnected VoIP providers; the Commission
decline.d to adopt such,pwtections and would not consider doing so unless such action were deemed to be "essential
to achieving the1goals of the A9t").
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Congress has provided limited liability protections to local exchange carriers and wireless carriers, it has
not done so for Internet-based TRS providers.79 We note that in the VoIP 911 Order, the Commission
advised interconnected VoIP providers seeking to protect themselves from liability for negligence to do
so through "their customer contracts and through their agreements with PSAP.s, as some interconnected
VolP providers have done." so Nothing in.today's Orderpreventslntemet-based TRS providers from
taking similar actions.81

. ,

21. As noted above, we are adopting these requirements to help facilitate access to emergency
services for consumers of Internet-based relay services, pending the adoption of a longer terin solution.
These requirements will become effective'30 days after the publication of this:Order in the Federal
Register, and we extend the present VRS ~d IP Relay emergency call handling waivers, previously
scheduled to expire after December 31,2007, such that the waivers remain in effect until the effective
date of this Order.82 . ',.

B. Transition to Additional:E911 Capabilities for Internet-Based Forms ofTRS

22. We believe that the use of a Registered Location process, similar to that adopted in the VoIP
911 Order, constitutes an additional critic~ component of an E911 solution for Internet-based TRS
providers, so that a CA may promptly dete'rmine an appropriate PSAP, designated statewide default
answering point, or appropriate local emergency authority to call to respond to the emergency.83
Accordingly, as we required of all intercOljnected VoIP providers;84 we will require in a forthcoming
order that all Internet-based TRS providers obtain or have access to consumer location informatioij for the
purposes of emergency calling requirements.8s

79 See Wireless Communications and Public Safety Act of 1999, Pub. L. No. 106-81, 113 Stat. 1286 (1999) (911
Act); 47 U.S.~. § 615a; 911 Act § 4 (providing·wireless carriers same degree of liability protection rela,ting to 911 '
service as local exchange carriers). I,

80 VoIP 911 Order, 20 FCC Rcd at 10276, p~a: 55.

81 In particular, nothing we do here would prev~nt a TRS provider from incorporating into its consumer notification
or future r,~gis~~tipn processes despribed h~rein,the same protections that interconnected VolP providers typically
inolude ,in their, subscription ·agreements w~th consumers.! ,'. ' • ".,
~ "

See supra note 6.

83 See YoIP 911 Order, ,20 FCC ~qd at 10271, para. 46 (describing Registered Loc~tion requirement for
~nteJi.'b0p~~cte9:'y'o)p p..rQ¥i~~r~); ~~e. also 47 C.F,'.R. §.9.3 (de~ning "R~gist~redLocation:' as the "~os{recent
mformation obtamed by an mterconnected VolP serVIce provIder that Identifies the physlCallocation of an end
user").

84 C}/47 C.~.:R. § 9.5(~(1) (requif~ng intercon~ecteci VolP providers to l~[o]btain.from each customer, prior to the
initiation of service, the physical location at whi,ch the service will fivst be, utilized"); VoIP ,911 Order, 20 FCC Rcd .
at 10271, para. 46 (same); see also VoIP 911 Order, 20 FCC Rcd at 10272, para. 47 ("interconnected VolP
proviaers mqst, .as a Q,ondition'ofproviding that: service to a consumer, providethat consumer with E911 service as
outlined [by the Comniission]"). "

85q. 47 C.F.R.' § 9.5(d)(2) (requiiing interc~n~ected VolP prqviders to offer customers "one or more methods of
updating their Registered Location, including at least one 'option that requires us'e only of the CPE necessary to
access the interconnected VolP service"); VoIP'911 Order, 20 FCC Rcd at 10271, para. 46 (same). Cf. VoIP 911
Order, 20 ,FCC Red at 10271, para. 46 (noting'~fuat any method utilized for updating customers' Registered Location
"mu,5t ~lc;>W ,an, ~nd 1)sf}r .to .1J.J?d.ll,tvvthe Regjster;cig. L<!?~ation at will and, in a timely manner'! and cautioning against
"ql]i!f~~& c9~tq!Uy.~~tR ,upclate thl(ir.~egistered·~9caJi.on,: asthis would disc0l,u1age customers;from doing so and
th~refore/undermine this solution").' See also TpI Comments at 2 (method of updating Registered Location should,
(continued....) ;;
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23. As we have stated previously, the goal of our E9ll rules is to provide ~eanin~fullocation

information to first responders, regardless 9f the technology or platform employed. Public safety
officials need to receive accurate and timely information concerning the current location of an individual
who places an emergency call, notwithstanding the platform or technology used by the provider or the

means by which the individual places the call. We believe that user registration is critical to achieving the
goal of providing location identification to first responders in the context of emergency¢alls placed over
Internet-b~sedTRS.87Accordingly, the registration process we outline today, in large part, will be'guided
by the mannel;' in which iI;J.terconneeted VoW providers obtain location information of interconnected
VoIP miers,pursuant to the Coxnrnis&ion's VoIP 911 Order. However, we recognize, as some commenters
have noteQ, that there a,.-e·diffexenc,es,between interconnected VoIP services and Internet-based TRS that
must'be addressed in ~liopting a,re,gistration process for Internet-based TRS users.88 For example, while
intef(:~ppnectedVoIP subscribers receive a :ten-digit telephone number in conjunction with the service,
Internet-based TRS users currently do not. Accordingly, we will adopt a ten-digit numbering plan in a
future Commission order that ties numbering to the registration process and renders relay providers'
situation 'moreanalogous to that of interconnected VoIP providers.89 ,

_"J " . '

; i,', 24.. .Tpe Co~ssjon plans.to move forward on adopting a ten-digit numbering plan in an
expeditipu"s :rru,umer. Specifically, the Corrimission simultane(msly with this Order seeks to refresh
quicklYJpeIecor~on, ~elay service numberIng issues and then plans to hold a stakeholder workshop
i'm.mediately thereafter.9o The Commission commits to completing a final order on a ten-digit numbering

'. :7 l .•*. .
plap in the secqnd quarter ,of this year. In order to provide stakeholders sufficient time to implement these
roles, the Coxppriss,ion wilf require that the' ten-digit numbering plan be implemented no later than
December 31,2008. '

(COIltinued from previous page) ,
among other things, a:1!ow users to quickly update their location information); NJ Ratepayer Comments at 7 (method
of upd'ating Registered Location s'hciuld b~ ma~,e as effortless as possible and free of charge). .

86 See, e.g., 2007 Wireless E911 NPRM, 22 FCC Red at 10609, para. 6.

87 We aIs& ilote that providers' costs of compliance with this Order are compensable frpm the Interstate TRS Fund
as part of provicling TRS setvice in compliance with the. mandatory minimum standards. As noted previously,
however, costs associated with meeting waived:martdatoty minimum standards are not recoverable from the Fund.
See~ ~.,g., 2006 ~RS Order on Reconsideration, :21 FCC Rcd at 8057, para. 15. '

88 See generally Verizon Commen~s at 6-1; CA~ COlIlIQents at 5; Sprint-Nextel Comments'at 3-4.

89 'Th~ Co~s,sion plans to .ffi0veiforward on this issu~in an expeditious manner. See, e.g., NAD Comments at 7
(asserting that any registration system adopted by the Commission utilize a shared database operated and managed
by a non-relay provider entity); Hamilton Comments at 3 (urging Commission to adopt uniform, shared database
system that is available to "ailitelay provid~rsi;'Geor'ge L. Lyon, Jr., Ex Parte on behalf of Hands On (Nov. 7, 2007)
(proposing adoption of standardized numbering:plan for VRS users and providers). We note that, in respon,se to the
VRSf[p Relay 911 NPRM ad'd'the FNPRM:in the fnteroperability Declaratory Ruling and Further Notice, a number
of commenters asserted that a uniform numbering systefulinked to the NANP is needed for Internet-based TRS
users to receive,functionally vq\li'valent,emergen,~,y,access. See, e.g., CSD Comments at 9-10; see also Ex Partes in
CG Docket 03-1~3: Sprint Nv?Ctel (Apr. 25, 2007di AT&T (May 22, 2007); CSD (June 16, 2007); NENA (Feb. 5,
200~);,~~~~tar (lan. 1~, ~007); Intraq.o and Sor~nson (Mar. 29, 2007). We:vill address the assi?n~ent and
a~1lJ.~tr~uon 0~ten-diglt,telt:phone numbers fo:r,Internet-based TRS users m a separate,CotnnusslOn order. To that
end, th(f qpmmis'sio:Q.'s Consumer and Gov;ernniental Affairs Bureau is releasing today a public notice inviting
inter~sted parties to refresh the record on the iss,~e of ten-digit numbering for Internet-based TRS users. See supra
note 62,' 2008 Numbering PN. .
90 l..,'.,.' ," <. ,. I '

See 2008 Numbering PN.
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25. Consumer Notification Requirement. VRS providers currently are required to include "a
clear and bold written statement on their website and promotional materials explaining the shortcomings
and potential dangers of using VRS to pla~e an emergency call" so that those making a911 call over TRS
facilities understand the implications of making such adill, particularly in the context of the
Commission's encouragement to TRS users to access emergency services directly.91 In the VolP 911
Order, the Commission required interconnected VoIP service providers to "specifically advise every "
subscriber, both new and existing, promin~ntly and in plain language, [of] the circumstances ,under which
E911 service may not be available.,,92 In light of these requirements for interconnected VoIP providers,
the Commission's VRSffP Relay 911 NPRM sought comment on whether the Commission's current
consumer notification requirements for Internet-based TRS providers should be revised, for example, to
require that providers specifically advise new and existing subscribers of the circumstances under which
E911 service may not be available through Internet-based forms of TRS or may be in some way limited
by comparison to traditional E911 service.~3

26. Consistent with the VoIP 911 Order, we require each Internet-based TRS provider, if not
already doing so, to include an advisory o~ its website and in any promotional materials directed to
consumers, prominently and in-plain langu~ge, explaining the circumstances under which emergency calls
made via, Intemet-based TRS may be in some way limited by comparison to traditional E911 service.94

We believe it is important to caution cOJ;lsu)ners of the limitations of using the Internet-based forms of "
TRS to make emergency calls in the event that a caller does place an emergency call via an Internet-based
relay service. In addition, we may address 'additional consumer notification requirements in a
forthcoming order, consistent with the consumer notification requirements adopted in the VoIP 911
Order, as appropriate.

27. Enhanced 911 Service. In the VoIP 911 Order, the Commission required interconnected
VoIP providers to transmit all E911 calls to the appropriate PSAP, designated statewide answering point,
or appropriate local emergency authority via the WirelineE911 Network, and prohibited the use of so­
called ten-digit "administrative numbers.,,95 The Commission defined "Wireline E911 Network" as a

91 See VRS Wai~~r Order, 17 FCC Rcd at 162, para. 14 (temporarily waiving mandatory minimum standards); and
2004 T.J,?S Repon & ()rder;, 19 'FC,C RcdJt .12521-22, paras. 116-18 (extending :waivers and confIrming warning
requ~~~e~: 'c~te.d iri''V,RSIIP Relay 911 'f!..J!~' 20,fCC ,I{ci~' ~t J9480, par~: 22 n.7l.

92 VoIP 911 Order, 20 FCC Rcd at 10272, para~ 48.. The C0inmissibn also required interconnected VoIP providers
to "o@tain and keep a repord of affirmatiye acIai~wledgem<;l~t by ever-¥ s\Jbscdb,er" both ne,w and existing, of having
received and understdod'"this advisory" and to distribute labels "warnHig subscribers ifB911 service may be limited
or n0.f.av~~i1aNe and~n~tJ;Jlcting,Q1p ,subscniber tOJ,]!>lace,tflern: on andl0E,neai the'CPE used in conjuncti0Il with the
inte];Clil:Ppect~c;l \fbWLservice." Id.

'"

93 VRSYIF Relay 911 NPJiNt, 20'FCC Rcd at 19486', par'a. 22'. .The Co~~sion also sought comment o~ whether
Infe{1~t-~ased ~ts Piit>~~de~s *0~1c;l be requireq; t5> PTC;itide.'appr~l?iiate warpiQg labels 'for installation on CPE used
in ~9'«dec~on wjth InterIj.e,t-based felay service~: or to obtain ,and keeP.fl record of affirmative acknowledgement by
ev~rY~'ubscribe~ of~~yW~ receive-a an(i-tinaers~Rod this ac;lv~~ory,: Id;

94 eft V~IP 91b~rd~;', '20 FCG1R~~ !ap,O~V2; p~,a. 48' (requiri~g inferconnected VoIP service providers to
"sp>eGlfic!rliI:y;ad\iJ~seevet~sl'ibsGiiil1~;:~titli~niw' and 'eXisting, 'profuiiifmtly and in plain language, [of] the
circumstances utililer~which,E9'lil:~&ervioe may not"be'available...or m~)"be in soine way limited by comparison to
traditio'nal E!;).I:l{iserv~e~Ji$~?',al&{!I NJ'Ratepay~r'Comm'ehts at 8*(tirging Cominission to require TRS providers to
advise gew and',eXistirrg: dustomers 'of liIhitations:on the use df 911 andto'obtain affirmative acknowledgement from
every subseriber~. .;1 ; j I . 1 I:: ';. ..

95 See VoIP 9119rder, 20 FCC Rc(J,l. at 10266-69, paras. 37-41 (requiring intercon~ected VoIP providers to transmit
all E9:11 calls via the Wireline E9H Network). I',

!
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"dedicated wireline network that (1) is interconnected with but largely separate from the public switched
telephone network, (2) includes a selective router, and (3) is utilized to route emergency calls and related
information to PSAPs, designated statewid~ default answering points, appropriate local emergency
authorities or other emergency answering points.,,96 The Commission required that all interconnected

VoW calls be routed through the dedicatedWireline B911 Network based on evidence ill the record that
use of ten-digit administrative numbers fOJ; routing E911 calls is not in the public interest to the extent
that these numbers are not as rellable or cQnsistently staffed as Wireline E911 Network call centers.97

28. Consistent with the VoIP 911 Order, we expect that a forthcoming order will require that,
upon the effeotive mate of the forthcoming Registered Location requirement, an Internet:'based TRS
provider must transmit all 911 calls via the dedicated Wireline E911 Network, and the,Registered
Location must be available frQm or through the ALI Database. By requiring that all 911 calls be routed
via t,he dedic~ted WlreliIjeE91~ Net\Y0rk,:Internet-based TRS service providers would provide E911
service in those areas where Selective Routers are utilized and they would provide such call back and
location information as a PSAP, designated statewide default answering point, or appropriate local
emergency allthority is oapableof·teceiving and utilizing.98 We expect that providers will be able to use
muoh of the 'same infrastructur~ and technology that is already in place for the delivery of 911 calls by
interconnected V QIP service prov.iders.99 , '

IV. CONCLUSION '.,

29. Because of the importance of emergency call handling for all Americans, in this Order we
adopt interim emergency call handling reqhirements for Internet-based TRS providers. These measures
will ensure that persons using Internet-based forms of TRS can promptly access emergency services
pending the development of a technol9giCa,J. solution that will permit .Internet-based TRS providers to
autoIIlfltj.cally IdetePlUne the, geographic lo<;:ation of the consumer and place the outbound leg of an
emergency call to an appropriate PSAP, designated statewide default answering point, or appropriate
local emergency authority. These actions reinforce the Commission's longstanding and continuing
commitment to make available a nationwide communications system that promotes the safety and welfare
of aU:Americans, inclllding individuals with hearing and speech disabilities.

96 47 C.F:R. § 9';3" (definin,g,WireliJ;le E9\1 N!'lt~9rk). In a typical implementation, the Wireli~e ~911 Network '
includes the Selbct:i~e Router, which receives 9il callS'ffom competitive 'and incumbent LEC ce~tr€U offices over
dedicated trunks. The S'elective R'duter, after querying an incUmbent LEC-maintained Selective'Router Database
(SRDB) to qetermine which PSAP serves the c~ller's geographic area, forwards the calls to the PSAP that has been
designated to serve the caller's area, along with the caller's phone number (ANI). The PSAP then forwards the
caller's ANI to an incumbent LEC maintained Automatic Location Information database (ALI Database), which
returns the caller's physilsal address (that has previously been verified by comparison to a separate database known
as the Master Street Address Guide (MSAG)). The Wireline E911 Network thus consists of: the Selective Router;
the trunk line(s) between the Selective Router ahd the PSAP; the ALI Database; the SRDB; the trunk line(s)
between the ALI database and the PSAP; and the MSAG. VoIP 911 Order, 20 FCC Rcd at 10252, para. 15
(citations omitted).

97 See VoIP 911 Order, 20 FCC Rcd at 10266-q9, paras. 37-41 & n. 142 (citations omitted)'.

98 See id. at 10252, para. 15 ri.37 (identifying ~elective routing cap~bility as the key characteristic distinguishing
basic 911 and E911).
~ " .

See id. at 10267-69, paras. 38-39; see also NENA Comments, CG Docket No. 03-123, Attach. at 2-3 (filed Dec. 3,
2007) (indicating that an emeI:gency call can be routed to a PSAP from a relay center using the same process that
interconnected VoIP providers use); cf. id. at 2,;:n.4 (noting that DnStar, a telematics provider, routes emergency
calls from its call centers to the appropriate PSAP over the Wireline E911 Network).
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v. PROCEDURAL MATTERS

30. Regulatory Flexibility Analysis. As required by the RegUlatory Flexibility Act of 1980
(RFA),lOO the Commission has prepared a,Final Regulatory Flexibility Certification in which it concludes
that, under the terms oithe RFA, there is no significant economic impact on small entities as a result of
the policies and rules addressed in this document. The certification is set forth in Appendix C. '

31. Paperwork ReduCtion Act. This document does not contain new or modified information
collection requirements subject to the Paperwork Reduction Act of 1995 (PRA), Public Law 104-13. Irt
addition, therefore, it does not contain any:new or modified "information collection burdens for small
business concerns with fewer than 25 employees," pursuant to the Small Business Paperwork Relief Act
of 2002, Public Law 107_198.101

" ",

32. Congressional Review Act. The Commission will send a copy of this Report and Order in a
report to be sent to Congress and the Government Accountability Office pursuant to the Congressional
Review ACt.102

33. Materials ,in Accessible Formats. To request materials in accessible formats (such as Braille,
large print, electronic files, or audio format), send an e-mail to fcc504@fcc.gov or call the Consumer and
Governmental Affairs Bureau at (202) 418,-0530 (voice) or (202) 418-0432 (TTY). This Report and
Order can also be downloaded in Word ,and Portable Document Formats (pDF) at
http://www.fcc.gov/cgb.dro. '

VI. ORDERING CLAUSES

34. Accordingly, IT IS ORDEREQ that, pursuant to Sections 1,2, and 225 of the
Communicatiens Act of 1934, as amended~ 47 U.S.C. §§ 151, 152, and 225, this Report and Order IS
ADOPTED..

35. IT IS FURTHER ORDERED that, pursuant to Sections 1,2, and 225 of the Communications
A~t of 1934, as amended, 47 U.S.C. §§ '15i, 152, and 225, Part 64 of the Commission's ruleS, 47 C.F.R,.
Part 64, IS AMENDED, as set forth in Appendix B.

36. IT IS FURTHER ORDERED that this Report and Order shall become effective thirty days
after put>l1¢ation in,.th~ Federal'Register~ The waivers of the emergency call handling requirement for
VR~~aq~d''iP''~e~~~,iji:6Vi4~rsm;~ exfe!ided until 'the effective date' of this Order and, alOIig with the waiver
for ~'crs prW~:i~~~s,,;.sp.~J ter~n'ate'cont~tnporan~ol;lslywith the effective date of this Order.

.. ..

'1 t '.:

r ..

",l

100 The RFA, see 5 U.S.C. § 601 et. seq., h~s bcienamended by the Contract With America Advancement Act of
1996, Pqb.L. No. 104-121, 110 Stat. 847 (1996). (CWAAA). Title ~ of the CWAAA is the Small Business
Re;glil'atory 'Enf!!>rcentent Farrrt~ss:Act of 1996(SBREFA).,

101 See 44 U.S.C. § 3506(c)(4).
102 .' .:" ..

S~flc5 ,U.~,q. § SQ1(a~(1)(A).

1 ~,

18



Federal Communications Commission FCC 08·78

37. IT IS FURTHER ORDERED that the Commission's Consumer and Governmental Affairs
Bureau, Reference fuformation Center, SHALL SEND a copy of this Report and Order, including the
Final Regulatory Flexibility Certification, to the Chief Counsel for Advocacy of the Small Business
Administration.

FEDERAL COMMUNICATIONS COMMISSION

Secretary
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APPENDIX A

List of Commenters

CommenterlDate Filed
Communication Access Center (2/22/06)
Communication Service for the Deaf (2/22/06)
Hamilton Relay, Inc. (2/22/06)
National Association of the Deaf (2/23/06)
New Jersey Division of the Ratepayer Advocate (2/22/06)
Rehabilitation Engineering Research Center

on Telecommunications Access (2/22/06)
Sorenson Communications, Inc.(2/22/06)
Sprint Nextel Corporation (2/22/06)
Telecommunications for the Deaf, Inc. (2/22/06)
Verizon (2/22/06)

Reply CommenterlDate Filed
Hands On Video Relay Services, Inc. (3/8/06)
Intrado (3/8/06) ,
National Emergency Number Association (3/8/06)
New Jersey Division of the Ratepayer Advbcate (3/8/06)
Sorenson Communications, Inc.(3/8/06)
TDI and NorCal Center on Deafness (3/8/06)
Texas 9-1-1 Alliance and

Texas Commission on State Emergency Communications (3/8/06)
Verizon (3/8/06)
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Abbreviation
CAC
CSD
Hamilton
NAD
NJ Ratepayer

(RERC)
Sorenson
Sprint Nextel
TDI
Verizon

Hands On
Intrado
NENA
NJ Ratepayer
Sorenson
TDI&NorCal

Texas 911 Alliance
Verizon
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APPENDIXB

Final Rule Chan~es

Part 64 of the Code of Federal Regulations is amended as follows:

PART 64 - MISCELLANEOUS RULES RELATING TO COMMON CARRIERS

FCC 08·78

1. The authority citation for part 64 continues to read as follows:

Authority: 47 U.S.C. 154,254 (1<:); secs. 403 (b)(2) (B), (C), Public Law 104-104, 110 Stat. 56. Interpret
or apply 47 U.S.C. 201, 218, 225, 226, 228, and 254 (1<:) unless otherwise noted.

*****

2. Section 64.604 is amended by revising paragraph (a)(4) as follows:

64.604 Mandatory Minimum Standards

***
(a) Operational standards-

***
(4) Emergency call handling requirements for TTY-based TRS providers. TTY-based TRS providers
must use a system for incoming emergency calls that, at a minimum, automatically and immediately
transfers the caller to an appropriate Public Safety Answering Point (PSAP). An appropriate PSAP is
either a PSAP thafthe caller would have reached if he had dialed 911 directly, or a PSAP that is capable
of enabling the dispatch of emergency services to the caller in an expeditious manner.

3. Current Sections 64.605, 64.606, and 64.607 are re-designated as Sections 64.606, 64.607, and 64.608,
respectively, and a new Section 64.605 is added as follows:

"64.605 Additional Operational Standards Applicable to Internet-Based TRS Providers
!,

Each VRS, IF Relay, and IF CTS provider must accept and handle emergency calls and access, either
directly or via a third party, a commercially available database that will allow the provider to determine
an appropriate PSAP, designated statewide::default answering point, or appropriate local emergency
authority that corresponds to the caller's location, and to relay the call to that entity. The terms PSAP,
statewide default answering point, and appropriate local emergency authority are defined in § 9.3 of this
chapter. Each VRS, IF Relay, and IF CTS provider also is required to:

(a) Implement a system that ensures that the provider answers an incoming emergency call before other
non-emergency calls (i.e., prioritize emergency calls and move them to the top of the queue);

(b) Request, at the beginning of each emergency call, the caller's name and location information;

(c) Deliver to the PSAP, designated statewide default answering point, or appropriate local emergency
authority, at the outset of the outbound leg of an emergency call, at a minimum, the name of the relay user
and location of the emergency, as well as t~e name of the relay provider, the CA's callback number, and
the CA's identification number, thereby enabling the PSAP, designated statewide default answering point,
or appropriate local emergency authority to"re-establish contact with the CA in the event the call is
disconnected; and
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(d) In the event one or both legs of an emergency call are disconnected (i.e., either the call between the
TRS user and the CA, or the outbound voice telephone call between the CA and the PSAP, designated "

statewide default answering point, or appropriate local emergency authority), immediately Ie-establish
contact with the TRS user andlor the appropriate PSAP, designated statewide default answering point, or
appropriate local emergency authority and resume handling the call, when feasible;

(e) Ensure that information obtained as a result of this section is limited to that needed to facilitate 911 '
services, is made available only to emergency call handlers and emergency response or law enforcement
personnel, and is used for the sole purpose of ascertaining a customer's location in an emergency situation
or for other emergency or law enforcement purposes.
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APPENDIXC

"Final Regulatory "Flexibility Certification

FCC 08·78

'~

1. The Regulatory Flexibility Act of 1980, as amended (RFA),1 requires that a regulatory
flexibility analysis be prepared for rulemaking proceedings, unless the agency certifies that "the rule will
not, if promulgated, have a significant economic impact on a substantial number of small entities. ,,2 The
RFA generally defines "small entity" as having the same meaning as the terms "small business," "small
organization," and "small governmental jurisdiction.,,3 In addition, the term "small business" has the
same meaning as the term "small business. concern" under the Small Business Act.4 A small business
concern is one which: (1) is independently owned and operated; (2) is not dominant in its field of
operation; and (3) satisfies any additional criteria established by the Small Business Administration
(SBA).5

2. This Order adopts emergency,:call handling requirements for Internet-based TRS providers.
We require VRS, IF Relay, and IF CTS providers to accept and handle emergency calls; to access, either
directly or via a third party, a commercially available database that will allow the provider to determine
an appropriate PSAP, designated statewide default answering point, or appropriate local emergency
authority that corresponds to the caller's location; and to relay the call to that entity. These measures will
ensure that persons using Internet-based TRS services can promptly access emergency services. This
Order also requires that providers: (1) implement a system that ensures that providers answer an
incoming emergency call-before other non-emergency calls; (2) request, at the beginning of every
emergency call, the caller's name and location information; (3) deliver to the PSAP, designated statewide
default answering point, or appropriate loc~ emergency authority, at the outset of the outbound leg of the
call, at a,minimum, the name of the relay tiser and location of the emergency, as well as the name of the
relay provider, the CA's callback number,:and the CA's identification number, thereby enabling the
PSAP, designated statewide default answepng point, or appropriate local emergency authority to re­
establish contact with the CA in the event the call is disconnected; and (4) in the event one or both legs of
the call are discon~ecteQ,Pnmediately re-es,tablish contact with the TRS user and/or the appropriate
PSAP, designated statewide dtti.au}t answetmg point, or appropriate local emergency authority and resume
handling the call, when feasible. In additiQn, providers are reminded that this information may be made
available 'oll'ly~to:eme1'g~ncycall handlers ~d emergency response or laW enforcement personnel, solely
for-Ule putipose ofascertaining:,a'custome(s location in an emergency situation or fbr other emergency or,
law enforcement purposes. FiIfally; the Order requires each Internet-based TRS provider to include an
advisory on its website and in any promotional materials directed to consumers, prominently and in plain

1 See 5 U.S.C. § 603. The RFA, see 5 U.S.C. § 601-612, has been amended by the Small Business Regulatory
Bnforceme.nt Fairness Act of 1996, (SBRBFA) Pub. L. No. 104-121, Title IT, 110 Stat. 857 (1996).

, .... " I \, ,I

25 U.S.C. § 605(b). ·,1

3 5 U.S.<;. ~ 60~(6).

4 5 U.S.C. '§ 60i(3) (incorporating'by reference the definition of "small business concern" in Small Business Act, 15
U.S.C. §'6Sl):6PUrsUarlt to ~ V.S.C. § 601(3), the statutory definition of a small business applies "unless an agency,
after corisuitiificfn with the Office of Advocacyof the Small Business Administration and after opportunity for public
conuhent, establishes one or more ,definitions Cif such term which are appropriate to the activities of the agency and
publishes such definition(s) in the Federal Regi.ster."

5 Small Business Act, 15 U.S.C. § 632.
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language, explaining the circumstances under which emergency calls made via Internet-based TRS may
be in some way limited by comparison to traditional E911 service.

3. To the extent that all Internet-based TRS providers, including small entities, will be eligible
to receive compensation from the Interstate TRS Fund for their reasonable costs of complying with the,se

emergency call handling and consumer notification requirements, the Commission finds that these
requirements will not have a significant economic impact on a substantial number of small entities. The
Commission also believes it is reasonable for Internet-based TRS providers to comply with these
req¢rements by the effective date of this Order because" based on the record in this proceeding, some
providers have already implemented some of these measures. For instance, several providers assert that
as long as the providers obtain location information from the calling party, they can route an emergency
call to an appropriate PSAP based upon PSAP databases that are commercially available. The
Commission infers that, if such voluntary steps had been unduly economically burdensome for small
entities, such entities would not have undeliaken them voluntarily. For all of these reasons, the
Commission concludes that these measures will not have a significant economic impact on a substantial
number of small businesses. '

4. With regard to whether a substantial number of small entities may be affected by the
requirements adopted in tJris Order, the Commission notes that, of the 11 providers affected by the Order,
only three meet the definition of a small entity. The SBA has developed a small business size standard
for Wired Telecommunications Carrier~, Which consists of all such firms having 1,500 or fewer
employees.6 Currently, eleven providers receive compensation 'from the Interstate TRS Fund for
providing VRS, IP Relay and IP CTS: AT&T Corp.; Communication Access Center for the Deaf and
Hard of Hearing, Inc.; GoAmerica; Hamilton Relay, Inc.; Hands On; Healinc; Nordia Inc.; Snap
Telecommunications, Inc; Sorenson; Sprint; and Verizon. Because only three of the providers affected by
this Order are deemed to be small entities under the SBA's small business size standard, the Commission
concludes that the number of small entities affected by our decision in this Order is not substantial.
MQreover, given that all affected providers, including the three that are deemed to be small entities under
the SBA's st'\lldard, will be entitled to receive prompt reimbursement for their reasonable costs of
compliance, the Commission concludes that the Order will not have a significant economic impact on
t4ese small ,entities.

"

5. Therefore, for all of the reasons stated above, the Commission certifies that the requirements
of 'this Order will: ,Rot have a significant economic impact on any small entities. "

I" 6. The Commission will send a c~py of the Order, inqluding a copy of this Final Regulatory
Flex[bUity"C~rtificatiQn,in,~ report to Congress pursuant to the Congressional Review Act.7 In addition,
the,Or{f:lw and.: this,tina) certjfication will be sent to the Chief Counsel for Advocacy of the SBA, and will
b~ pu?l1shed in the'I;'e,deral Redister.8 '

6 ' ,
13 C.F.R. § 121.201, NATCS code 517110. According to Census Bureau data for 1997, there were 2,225 firms in

this category which operated for the entire year. U.S. Census Bureau, 1997 Econo1J1ic Census, Subject Series:'
Information, "E~tablishment and Firm Size (InCluding Legal Form of Organization)," Table 5, NAICS code 513310
(issued Oct. 2000). Of this total, 2,201 firms h~d employment of 999 or fewer employees, and an additional 24
firms had employment of 1,000 employees or more. Thus, under this size standard, the majority of firms can be

,~ , ," .
considered sman: (The census dataclo not pro~ide a more precisl'l estimate of the number of firms that have
employment of'1,500"or fewer employees; the largest category provided is ''Firms with 1,000 employees or more.")

7 See.5 U.S.C. §,.801(a)(1)(A).
8 See 5 U.S.C. § 605(b).
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Re. Telecommunications Relay Services and Speech-to-Speech Services for Individuals with Hearing
and Speech Disabilities; E91I Requirements for IP-Enabted Service Providers, CG DocketNo. ()3­
123, we Docket No. 05-196.

A 911 call may be the most important call you'll ever make. When most people place such a call,
911 operators immediately mow where they are calling from based on their phone number. But imagine
if the operator didn't mow because you dO,n't have a phone number and because you're not calling from a
traditional phone line. hnagine the additional time it would take to determine where to send emergency
services or worse, imagine if the operator refused to take your call at all. The deaf and hard of hearing
don't need to imagine these situations because they have faced these scary scenarios when relying upon
Internet-based Telecommunications Relay,Services such 'as Video Relay Service, Internet Protocol Relay
and IP-captioned telephone relay service to communicate.

The Americans with Disabilities Act mandates functional equivalency and it is astonishing that in
2008 some people with disabilities don't have the equivalent of something as basic as 911 service or, for
that matter, a home phone number. I am pleased to support this item because it requires providers to
accept and prioritize all 911 calls from consumers using Internet relay services. It also establishes a
concrete timeline for implementing a ten-digit numbering plan for consumers. In doing so, we take
another step towards providing the deaf and hard of hearing the functionally equivalent phone services
they need and deserve.

I want to thank all my colleagues for their willingness to commit the Commission to a timeline
for getting the job done. Specifically, the Commission has committed to completing a final Order on ten­
digit numbering rules by the end of June. In order to provide all stakeholders the ti,me necessary to
implement these rules, the Commission will require that the plan be implemented no later than year-end.
In doing so, consumers who use Internet relay services will have conveniences and life-saving services
available to them for the first time. To suc~eed in this, it will require all interested parties - consumers,
providers and the Commission - pulling together to make this happen. I am optirrllstic that with
everyone's focus, effort and assistance we ~an get it done and I look forward to helping bring it all home.
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Re. Telecommunications Relay Services and Speech-to-Speech Services for Individuals with Hearing and
. Speech Disabilities,' E911 Requirements/or IP-Enabled Service Provider~ CO Docket No. 03-123,

WC Docket No. 05-196. .

Today we take a significant step in furtherance of the Americans with Disabilities Act's (ADA)
powerful mandate that telecommunications services for those with hearing and speech disabilities be
"functionally equivalent" to those services provided to hearing individuals. A hallmark of a functionally
equivalent service must be the ability to access emergency services. Indeed, the ability to reach public
safety officials via "911" has had a remarkably beneficial impact on American consumers. So I'm
pleased that this Order takes a much-needed first step toward ensuring that millions of consumers with
speech and hearing disabilities will be able to access emergency services when using innovative Internet-
based forms of TRS. .

By requiring providers of Internet-based TRS to accept emergency calls and to deliver them to the
appropriate public safety answering point, this Order helps extend the benefits of our E911 networks to
the growing community of relay service users. Users of Internet relay services aptly described emergency
access as "unequivocally the most important aspect ofVRS and IP Relay functional equivalency."l
Leading members of Congress have recognized the importance of this issue and asked us to move
quickly?

Although the E911 solution adopted h~re is interim in nature, the Order includes an important
commitment to adopt a permanent and automated emergency access solution. Notably, the Order also
sets forth a commitment to adopt a ten-digit dialing plan, which would greatly facilitate communication
with and among users of Internet-based forms of TRS. Addressing both of these issues together­
numbering and emergency access - will allow the Commission to develop a coordinated solution and is
an approach that has been supported by both providers and consumers. So, I am particularly pleased that
the Commission commits to hold a stakeholder workshop to focus our work on these issues.

I commend Chairman Martin for bringing this item to us, Commissioner Copps for his hard work to
improve the final result, and all my colleagijes for their commitment to moving forward with a
coordinated, long-term solution to the twirdssues of emergency access and numbering.as expeditiously as
possible. We now have the opportunity to raise the bar and improve our relay services permanently, so I
look forward to working together with my ~olleagues, providers, the TRS Advisory Committee, our
exceptional Bureau staff, and the many me~bers of the disabilities community, as we move forward.

1 See Partial Opposition of Telecommunicatioris For The Deaf And Hard Of Hearing, Inc.; Association Of Late­
Deafened Adults, Inc.; National Association Of The Deaf; Deaf And Hard Of Hearing Consumer Advocacy

. Network; And California Coalition Of Agencies Serving The Deaf And Hard Of Hearing (Dec. 20, 2007).

2 See Letter from Chairman John D. Dingell, g~nking Member Joe B~ton, Chair~anEdward J. Markey, Ranking
MemperFred Upton (Nov. 26, 2007).
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Re. Telecommunications Relay Services and Speech-to-Speech Services/or Individuals with Hearing and
Speech Disabilities; E911 Requirementsfor IP-Enabled Service Providers, CO Docket No. 03-123,
we Docket No. 05-196.

The dynamic and marvelous innovatio~s and devices that we as consumers use everyday enable us to
be connected globally whether for travel or education; entertainment or telemedicine. However, today,
we ensure that all Americans benefit from 'advances in telecommunications services and equipment as
Congress intended, specifically in times of emergency. While I often advocate a light regulatory touch
for Internet-based services, it is essential that critical social goals-such as TRS-are implemented in an
equitable and non-discriminatory manner across platforms, service-providers and specific technologies.

Today, we recognize that significant numbers of persons with hearing disabilities are seeking
innovative services, such as Internet-based forms of TRS and therefore we must take steps to adopt rules
that will encourage the utilization of innovative, new technologies and that will provide a reliable means
of accessing emergency services. .

As the Commission continues to consider the needs of all our consumers in this digital age, I
especially value the input of those who know first-hand and best what rules will most effectively serve all
consumers at the time they need it most.
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